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Penelitian yang berjudul “PENGARUH CORPORATE IMAGE, 
TRUST, PERCEIVED SWITCHING COST, PERCEIVED SERVICE 
QUALITY, PERCEIVED VALUE  TERHADAP CUSTOMER LOYALTY 
(Studi Pada Jasa Telekomunikasi Indosat IM3 BOYOLALI), ini bertujuan 
untuk Menganalisis pengaruh corporate image, trust, perceived switching cost, 
perceived service quality, perceived value terhadap customer loyalty. Dan 
Menganalisis faktor apakah yang paling dominan dalam mempengaruhi customer 
loyalty. 
Populasi penelitian ini adalah konsumen pengguna kartu IM3 dari PT. 
Indosat di Boyolali. Sampel dalam penelitian ini adalah sebanyak 144 responden, 
pengambilan sampel dengan cara non probability sampling yaitu dengan metode 
convenience sampling. Validitas instrumen penelitian menggunakan korelasi 
product moment Pearson dan uji reliabilitas menggunakan Cronbach alpha. Data 
analisis melalui uji asumsi klasik, alat uji metode analisis data menggunakan 
SPSS for Windows versi 16.0. 
Hasil penelitian menunjukkan bahwa (1) hubungan variabel corporate 
image tidak memiliki pengaruh positif dan signifikan terhadap loyalitas pelanggan 
(customer loyalty). (2) hubungan variabel kepercayaan (trust), biaya berpinadah 
(switching cost), kualitas pelayanan (service quality), nilai (value) memiliki 
pengaruh positif dan signifikan terhadap loyalitas pelanggan (customer loyalty). 
(3) kepercayaan (trust) memiliki pengaruh yang paling dominan terhadap loyalitas 
pelanggan (customer loyalty) 
 
 
Kata kunci : citra perusahaan, kepercayaan, biaya peralihan, kualitas 






















The purposes of this research on “ The Effect Of Corporate Image, 
Perceived Switching Cost, Perceived Quality, Perceived value On Customer 
Loyalty”  are to analyze the corporate image, trust, perceived switching cost, 
perceived quality, perceived value on costumer loyalty and to analyze the most 
dominant factor which affects the costumer loyalty. 
 The population of this research is IM3 card users of PT. Indosat in 
Boyolali. The sample of this research are as many as 144 respondents. Non 
probability sampling is used in the research; that is by convenience sampling 
method. The instrument validity of this research uses the Pearson moment product 
correlation and the reliability test uses the Cronbach alpha. The data is analyzed 
by classic assumption test and the instrument for data analysis uses SPSS for 
Windows 16.0 version. 
 The result of the research shows that, (1) the relation of corporate image 
variable doesn’t give positive and significant effects on the customer loyalty. (2) 
the relation of trust variable, switching cost, service quality, value have positive 
and significant effects on the customer loyalty.(3) trust is the most dominant 
factor on the customer loyalty. 
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